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PENGARUH ANTARA EXPERIENTIAL MARKETING DAN 

SERVICE QUALITY TERHADAP CUSTOMER SATISFACTION 

DAN CUSTOMER LOYALTY PIZZA HUT 

 DARMO SURABAYA 

 

 

ABSTRAKSI 

 

Pada zaman sekarang ini, beberapa perusahaan mengadopsi 

Experiential Marketing karena saat ini pelanggan lebih memilih produk 

yang dapat memberikan pengalaman yang mengesankan sehingga 

meninggalkan kesan yang positif daripada fungsi utama dari sebuah produk. 

Oleh karena itu produk saat ini harus dapat mempengaruhi sisi emosional 

pelanggan daripada fokus pada manfaat dan biaya produk. Penelitian ini 

bertujuan untuk mengetahui pengaruh antara Experiential Marketing dan 

Service Quality terhadap Customer Satisfaction dan Customer Loyalty Pizza 

Hut Darmo Surabaya. 

Pada penelitian ini menggunakan penelitian konklusif pada studi 

experimental atau causal research. Teknik pengambilan sampel 
menggunakan non probability sampling dengan cara purposive sampling. 

Sampel yang digunakan sebesar 150 pelanggan Pizza Hut Darmo Surabaya. 

Alat pengumpulan data yang digunakan adalah kuesioner. Teknik analisis 

data yang digunakan adalah adalah Structural Equation Modeling dengan 

menggunakan program LISREL. Hasil penelitian ini menghasilkan 

penemuan bahwa Experiential Marketing berpengaruh terhadap Customer 

Satisfaction, Service Quality berpengaruh terhadap Customer Satisfaction, 

Customer Satisfaction berpengaruh terhadap Customer Loyalty, 

Experiential Marketing berpengaruh terhadap Customer Loyalty, dan 

Service Quality tidak berpangaruh secara signifikan terhadap Customer 

Loyalty. 
. 

 

Kata Kunci: Experiential Marketing; Service Quality; Customer 

Satisfaction; Customer Loyalty. 
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EFFECT OF THE EXPERIENTIAL MARKETING AND SERVICE 

QUALITY ON CUSTOMER SATISFACTION CUSTOMER 

LOYALTY AND PIZZA HUT DARMO SURABAYA 

 

ABSTRACT 

 
 In this era, some companies adopt Experiential Marketing as 

current customers prefer products that can provide a memorable experience 

that leaves a positive impression than the primary function of a product. 

Therefore, the product must be able to affect current customers emotional 

side rather than focus on the benefits and cost of the product. This study 

aims to determine the effect of Experiential Marketing and Customer 

Service Quality on Customer Loyalty satisfaction and Pizza Hut Darmo 

Surabaya. In this study using conclusive studies on experimental studies or 

causal research. The sampling technique using non-probability sampling 

with purposive sampling. The sample used by 150 customers Pizza Hut 

Darmo Surabaya. Data collection tool used was a questionnaire. The data 

analysis technique used is Structural Equation Modeling using LISREL 
program. The results of this research led to the discovery that the effect on 

Customer Experiential Marketing satisfaction, Customer Service Quality 

affects the satisfaction, Customer satisfaction influence the Customer 

Loyalty, Experiential Marketing influence the Customer Loyalty and 

Service Quality not significantly influential on Customer Loyalty.  

 

 

Keywords: Experiential Marketing; Service Quality; Customer 

Satisfaction; Customer Loyalty 


